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¥H(Smith & Bolton, 1998)¢F A H| 2 A3l 3]& =2 o] gt

T Eabe] §old 4SS v thi= Maxham I & Netemeyer (2002)1292] <1
TA, B ENrEI AT e ok Fo 3k WA (Tax et al, (1998)130)e] of

7

St

Huol=x=
A= |

rlo

2

A AHol a9l T AU & A Zbo] H3keJxs}
T2 (Jones, 1998, Wang et al. 2011)13D¢} w2 Ot w8 e T E 93¢
< "X thi= Sharma & Petterson(2000)132)2] A5
ATk

129) J. G. Maxham II & R. G. Netemeyer(2002). Modeling customer perceptions of complaint

handling over time: the effects of perceived justice on satisfaction and intent. Journal of Retailing,
78(4), pp. 239 - 252.

130) S. S. Tax, S. W. Brown & M. Chandrashekaran(1998). Customer evaluations of

service complaint experiences: implication for relationship marketing. Journal of Marketing, 62(2), pp.
60 - 76.

131) M. A. Jones,(1998). op. cit; Wang et al,(2011). op. cit
132) Sharma & Petterson(2000). op. cit.
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3) W5 24H o

Lo

AFNE

27475 3|

Azt FAA

(procedural justice)

A 71go] AFREE AAHe HAF

71 ol vgh 1] 27}
Au) A 3 ES ) 7]dogRE mHo] ¥vke AylEo
Wb A Ju] 2~ 3] el VYo ziE Aol A3}E oL}
3|53 A My 9] ool it A Zow & Sl FE FF S
distributive justice
( WSUCE) o) A s 44, Al Sl B 24 A7)
B 344 My AlE AEsta Ak & wES 98 =
(interactional sk T 7Idoly 9 de] EEel g anake] <14
justice) o= Ao At FFe, T, do2 49
s My Aol M 35 o] B4 Az g 17
s o] TAHA ol 342 Y FeE 9. Ay 574 wh
atisfaction) 22w wEel BYE Adon nAVEE 74
I H= -
B QA AHAF B4 SAAS AEHH SR o] & wEe
T g o2l digk =¥ AT JER PFH FAL
(loyalty) o HEd FAEE BF Xdete Ade= Aol AT
o, FHYE, FAA FHYE, 44 uHZ 74
#A 9] A a3 Aqujs AgAzke] BAle] Ho] FgLow Qs
(relationship QA = SR dE, wEa Mus, e, e, 3
quality) 9oz 74
aAol & AMH|2 AFAZEE TE ATAR HAL ©
%] & HASHE BE AAA, uAAY vEs EgshE o
A% qw  (switching costs)  SAHEE A WL, SEulE, WEnE, A W,
Tl o 1
ehAln| g o7 AR

it MEE
(attractiveness of

alternatives)

9Al b5 e AT EER Aolstel ZRWSEE o
BT AR Qe G FAY 2A R, o e
M AlgSE 449 olg b5A, o8 bsE e &
g EA, O SARAS O e A9 A0z 47
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2. do| =AF MA
D 2%e 747 A= £

(1) 2" 2 AA 7] (Critical Incident Technique: CIT)

B oa7e 243 gyss] A8 Ame FHH 532 AW 24 Y

A A 7IHE A7re] A fFo] FAHA e FAHHoR JgFS n
A= AA AAAES FHsle] BAste dE A7 wHew

7lEE o] Bitner et al.(1990)9] Aol A o] 7|Heo] =4 o|F Avjx~ #HA A
Tol Wol A& th(Palmer et al, 2000; <3l 2004; &AL - FAH],

2004).133)

7t N 4E& EAF o A 5T = AUtHGremler, 2004).139
gy CITel o s AT 93 =3 A A1 ot AA, SHA7E AH

133) B. Chung, & K. D. Hoffman(1998). Critical Incidents: Service Failures. That Matter Most.
Cornell University Hotel and Restaurant Administration Quarterly, 39(3), pp. 66-71.; &A% - 37
w(2004). Muj2=8 el @A) mXe= FF SAAE dides ¢ CIT AL Tanxpsked
T, 15(1), pp. 135-158.

134) D. D. Gremler(2004). The Critical Incident Technique in Service Research. Jowurnal of Service
Research, 7(1), pp. 65-89.
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Aoleb= delA chdom A48 & Yk

;L
So MEY ARs 24sud 3 g 49 Pohs, Al Aol wet )
A

b e ode g4d «

N

=
WY ARS Bl R AR AFH ARE Q3

rr

TS Bam gom, PPl dAAE AuR EE ARA 9 BE

s49 A 444 ATE AdAE AR 2R 5 oldz ik ol 4
2

135) E. Chell, & L. Pittaway(1998). A Study of Entrepreneurship in the Restaurant Cafe Industry:
Exploratory Work Using the Critical Incident Technique as a Methodology. International Journal of
Hospitality Management, 17(4), pp. 23-32.

136) J. Y. Park & J. N. Yoo (2001). Critical Incident Technique as a Qualitative Research Method in
Tourism Research. Korean Journal of Hotel Administration, 10(2), pp. 121-140.
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TS

AnEd

Aulz Ao 581

Chell & Pittaway(1998)
Park & Yoo(2001)
Gremler(2004)

Muls Al Fd A7 1

Chell & Pittaway(1998)
Park & Yo0o(2001). Gremler(2004)

CEREEY 5

DAEY 7] HE

Goodwin & Ross(1992)

Blodgett, Hill & Tax(1997)
McColl-Kennedy & Sparks(2003).
33 %9 (2000). 79 $H2005)

A EA T4 Ak

Goodwin & Ross(1992)
Blodgett, Hill & Tax(1997)
Smith, Bolton & Wagner(1999).
48 4 (2000). 71 3H2005)

gAEA TH

Tax, Brown, &
Chandrashekaran(1998)
Blodgett & Tax(1993).
Greenberg & McCarty(1990)
28 %4(2000). 719 3H2005)

gAEA 74

Oliver(1980).
Oliver & Swan(1989)
Andreassen (2000). ©]-A(2000)

gAEA TH

Czepiel & Gilmore(1987)
Jones & Sasser(1995)
o]-frA - o] % € (2007)

2
1B o

o

DAEA 74 HE

Jones & Sasser(1995)
Bendapudi & Berry(1997)
Jones et al(2000)
Burnham et al(2003)

Anderson & Narus(1998)
Jones et al(2000)
Sharma & Patterson(2000)

Gremler(1995)
Jones et al(2000)
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2) A% 7 % BA P 4A

My 2~ A g s 5 Aol #ek AFedA = AF7HA] He FEWel ¥
o] AbgHoloa gt el F=mQle] A ARl AMulx Ao e 3] E 3
Wozd 52 oA AY9H SFAS wAsta nzEer] {3 FeFE
(purposive sampling)®dH & <15 H &9 EFZ (proportionated  quota

sampling)e] o3ttty dAdr o] A=S AT G &, AAE, FIAZ

Agdow

woR AFTHA ¥ e 5o AAs] wPHES myde] 54 H
goto] &S FEohs WHolth of W F Al 28 FEol o8 =Y
gl Afd 54 AAds] WwgHA Fete AS Aty fEe duds
ZolAl Ak A= 9ol ZALRA 11002 RO AV|E Ao 5EAS 1T
whgstaal st oER o] FEUWS AASIAT A w9s ddew HE 3
W o] oA heA] Auj AE AP A AvAE 1100 A s 9

1
sto] that 2ol ¥ 75 FEoAT A Aol whel AR A A (2011, 9.
26) A AT BE ABE VFoR A9 v wg FEFE A3
A 1715 dM A= 20109 69 30¥5-H 7€ 1497HA] o] Fo]
oAb 20119 109 495 109 2497HA] 2197F 2kl ARG AW A
2ol o2 sle] o] Fof Kt

HEol Ao Au|AE Yo R = AL udEsle] L£akel AE A ¢

S

A}

M

ot
¥
)
(g
Sl
N
rlr
wn
o)
w
n
<

D

=

2

@]

=t

—
[@))
(@)
B=)
o>
=
o
D!
<

D

=

u
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—
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o
[&I
f
M
=
o
o,
ofo
o

137) b3E - HFQO6). THHAE 2Ab AR, . AL st
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@y 2010 pamsc) oo
FA7 (W) 94 (@) o4 (%) 21703

A= 48 580,293 24,167,098 24,413,195 211005
A EHA| 9,794,304 4,803,373 4,990,931 20.1610641 222
kg A 3,414,950 1,676,689 1,738,261 7.02949651 77
A 2,446,418 1,212,584 1,233,834 5.035823%9 55
SR 2,662,509 1,334,576 1,327,933 5.48063594 60
FFFAA 1,475,745 729,330 746,415 3.03774413 33
oA g A 1,501,859 750,762 751,097 3.09149844 A
SAEG S A 1,082,567 557,694 524,873 2.22840772 25
A7 = 11,379,459 5,705,613 5,673,846 23.424023 257
AR 1,471,513 738,399 733,114 3.02903278 33
FTHEL 1,512,157 758,214 753,943 3.11269634 A4
FATE 2,028,002 1,023,882 1,004,120 4.17453637 45
HeEe 1,777,220 872,724 904,49 3.6583147 40
Aed= 1,741,499 852,513 888,986 3.58478488 33
AR 2,600,032 1,296,071 1,303,961 5.3520303 60
A= 3,160,154 1,591,430 1,568,724 6.50501223 72
A FE-AR] = 531,905 263,244 268,661 1.09489871 15

* A EID DT _1IN1002

. A5 Q7 AT L %Y - guE

. 25 PV ECERE i e )
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A a9l 24 F Amos TAITIAL] o] FA HALNA Aol 9=

AEAE AAt] A% FEEIL ol FF FAH BHNAE 100977 A4

o] &= At
TAAY g 2RSS AA 229 50.1%¢] 506W o2 UERSE AL o A2 49.9%
9 503 0. ekt AR5 S 5007 ol4be] 2797 (27.7%)% A4 ko] 7}

Z Eokoem 400Rt o] 5007 wiRkel ko] 2307 (22.8%) % L the
A= AATA oY AA &5 ko] 742 20% A5 AE EES HolFolA
A5AZ o)F WA YEUA Fe Aoz AR

2& FARI/ALFEA o] 6078 (60.2%) 0.2 7H wekow 1 thgo] 7E 137
g (132.5%)°1 L aL, +# L el Aoyt o] 613%(60.8%), 2 Al A stolut
=% 1557 (154%), aLEeolstzt 12179 (12.0%)°1 k. d=x = 307t 3129
(30.9%) .2 7H @i, 40th7F 30278(29.9%), 20tH~7F 1538 (15.2%), 50th7F 139
4 (13.8%), 60t ool 10398 (102%)o.& 7} Ag el 24 n=A EFHATL
AT AYq EEx= A7 AA Al 2AREE A Blgel 2ol AlFrE 165 X HU
o 17e) SHAe 6709 FAl, e SEAAE, 22]al 875k aF
Foke Ao ®m YEuth Al 82 <FE4-1>00 A8

M

1
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T = H) (%)

o o 506 50.1
o 503 499
A& EEA] 208 20.6

SR Al 65 6.4

-3 Al 52 52

13 F Al 53 5.7

BTG GA 27 2.7

off g A] 29 29

LG A 23 2.3

el A7 = 231 229
AR I 33 3.3

SHEL 29 29

SAHE 36 36

A E 41 41

depd e 33 33

BAYEE 61 6.0

A= 68 6.7

A FE- AR = 15 15

100%HY w|gh 11 11

1002009+ w| gk 9 78

200-300%F w| gt 190 188

MRS

300-400%F w] Rk 220 21.8

400-5007+ =gk 230 22.8

500%Hd o) 279 217

i) 39 39

S| AR/ A4 607 60.2

4] A4 70 6.9
2 G N RJAA) 9% 97

Au] A 58 57

71 €} 137 136

% o3} 121 12.0

s 234 dA/E4 155 154
AAA YA/ E=S 613 60.8

ek At o4 120 119

20HH 153 152

30tH 312 309

AR 40th 302 299
50tH 139 138

60t} o]/ 103 10.2
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2) 229 94 P33 54

T Hl = H] &(%)
Gk of F138)° Golt} 366 36.3
(4 43 o)A} ur) ghzo] oyt 643 63.7
Ay ~EY 174 17.2
kol 2 B 18 1.8
=S S due2 A 773 76.6
7]} 44 43
A AAHY s4) 497 493
719 66 6.5
glo| & 63 6.7
2L £A A 22 2.2
7FERY 183 181
Abalel 145 144
71 €} 28 2.8
50009 mlgk 65 6.4
Lolg A} Hls 500090 ©]4F~10,0009 W]k 413 409
(e A AL 10,0009 ©]4~150009 =7t 187 185
ae) 150009 ©]4~20,000¢ =t 137 136
°= 20,0009 ©]4~25,0009 wgk 54 5.4
25,0001 VJ 153 152
W3 A7hskA gtk 1 1
Al zvabA) ekt 43 43
AR A4 HiFo|t} 302 29.9
Al 7ysich Al 536
- Al Z}a}rt 122 12.1

A} "loyal customer’ Y} 'repeat patronage’ ‘client’ ¢ oj# 7}A sfdeo
1 ol A7k B AT} o] Fol XA ol PTA Z=HA 4 43
oA 222 Alo] I 7hAIe] ©Eolgtal AZbsts no® Aol

]
ol

U golz
4 s

}
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AR BE 7Yl dS 913 A Aol H B 4977002
H T AT PSR oR 1839 (18.1%) otk AFARA]l 1909 A AbH] &
50009 o] 10,0009 w®ke] b @Weorow 1 thgo] 150009 o] 20,0004
mj kol w] ytu]go] 16773249 22 A Grbrt =4 YEpRth Aul 2~ Asfel o
o AAE AAAFEE AuRy AZstErE 5418 (63.6%)01 1 F AR w@e
SHE B3 Ao] ‘WEoltPE 30293 (29.9%)0]aL ‘A ztsiek el ‘wj§- A st =
SHE SHATE 65.7% 2 A FEAEC]l AAS ARl s wig- AlZskA A7

stal 9l Ao® eyt

<3 4-3> BRI A AAA AR 2R

HeR =B o] A~

=9 Az s g 2R X - ng jd;
1|24 SelA mEote, g5 olEdo] it 561 | 181% | 563%
2 Faoll 2ot AUtk 275 8.9% 2716%
3 TAYo] BAt 227 7.3% 22.8%
4 T w2 Ui Ayt 217 7.0% 21.8%
5 AABIA] g2 &4 o] AFEHATH 188 6.1% 189%
6 219 glo] glgit. 184 5.9% 185%
7| 290l A&F Auag ATEA gt 181 58% | 182%
8 SS9l Y&Eo] P 2 A Hlek ) 174 5.6% 175%
9 Edo] v WolA &3t 173 5.6% 17.4%
10 | FE2M9 AT w47 24 kot 155 50% | 155%
11 =49 o] v AUt 129 4.2% 12.9%
12 LAl Al EEE AFTA kgt 119 3.8% 11.9%
13 =24 grel & X A=Y 118 3.8% 11.8%
14 | 71Z0 999 43} o] ek 106 34% | 106%
15 FE ARgo] B7Hs . 83 2.1% 8.3%
16 TAY 4R Ro] gy AL 67 2.2% 6.7%
17 a3t SAE W2 & Fo] ofgt) 58 1.9% 5.8%
18 of oFo] A= ¢+ H ATk 48 1.5% 4.8%
19 | deEge] gol il 52 2 ¥ dop FAA Fshe Ak | 38 1.2% 38%
AAFESHE) SEAR1009%. SEA4:31014 3101 100.0% 311.0%

_ 59 -
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ABSTRACT

A Study on the Structural Relationship among
Perceived Justice of Service Recovery,
Satisfaction, and Loyalty in Foodservice.

-Focused on Moderating Role of Switching Barrier-

Young—Ran, Lee

Department of Tourism Management
The Graduate School of JEJU National University

Service failure in foodservice industry inevitably arises due to the inherent
people-dependent nature of service. Providing “zero - defect” service is
almost impossible. Service failures not only result in disgruntled customers
but also lead to discontinuing patronage. Therefore, thorough detection and
well-executed recoveries are essential for service firms to enhance customer
satisfaction and loyalty.

Service failure refers to any service related mishap, either actual or
perceived, during a customer’s experience with a firm. Service failures have
long been an interesting topic to restaurant researchers and practitioners.
However such research did not consider a number of relevant variables those
are existing outside of the failure-recovery encounter. This research
undertake a more holistic examination of food service failure-recovery process
by incorporating the role of switching barriers.

The purpose of this study is to examine the switching barriers as the
moderating variables in the food service failure-recovery context and the

structural relationship among service recovery justice perception, satisfaction
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and loyalty of food service customer. Some scholars argue that switching
barriers, as the key moderating variables, can significantly influence customer
loyalty through such determinants as customer satisfaction. And also
researchers argue that the moderating effect of switching costs on customer
loyalty is contingent on situational variables such as the types of businesses,
customers, and products, and may not always be significant.

To reach this purpose, this research has used critical incident technique
(CIT) to identify common service failures in Korean food service. Since
service failures are determined by the customer’'s point of view, critical
incident technique(CIT) are useful to identify common service failures for
direct management application. The customer who have complained to the
restaurant were selected and surveyed. The pilot survey was operated Jun.
30th~Jul. 14th, 2010 and data was collected from Oct. 4th~Oct. 24th, 2011.

The proportional quota sampling are adopted to represent the major
characteristics of the population by sampling a proportional amount of each
region of Korea. Total 1059 questionnaires were collected and 1009
questionnaires were used for empirical analysis. AMOS(ver. 16.0) and SPSS
program were employed to analyze structural relationship among factors.

The findings and implications can be summarized as follow:

In terms of practice, my results support the importance of satisfaction
through justice perception in the recovery process. Consistent with prior
research, customer satisfaction through the systematic management of service
failures, including appropriate compensation and sympathetic attitude, is
essential for service firms to enhance customer loyalty. Moreover the fact
that switching cost and relationship quality serve as a moderator in good
relationship quality group and high switching cost group.

This result has both theoretical and managerial implications. Theoretically,
above all, these moderating effects of relationship quality and switching cost

have not been uncovered by previous foodservice studies. The details are
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below. First, as results of exploratory analysis on factors of the service
recovery justice perception, each of the variables was divided with three
dimension factors(distributive justice, procedural justice and interpersonal
justice).

Second, the each dimension of the perceived recovery justice had positive
effects on the satisfaction. And as results of comparison among the justice
factors on the satisfaction, the biggest impact on the satisfaction was the
distributive justice.

Third, as results of verification of the moderating effect of switching
barriers on the each path that is perceived justice dimension to satisfaction
and satisfaction to loyalty, the relationship quality and switching cost had
moderating effects between the satisfaction and loyalty after recovery, but on
the other hand, attractiveness of alternative had no moderating effect between
the satisfaction and loyalty. Thus, the finding adds incremental knowledge to
marketing by providing empirical evidence to a question theoretically
unanswered and vital in the rapidly developed foodservice market.

Managerially, under a competitive foodservice business environment,
managers should focus on improving recovery justice perception and customer
satisfaction. First if the firm set up good relationship with their loyal
customer, customer would be tolerant of unexpected service failure. Second,
adopting a bonus program for frequent customer i1s a good marketing mix for
who perceived cost benefit high. Third, attractiveness of alternative is not

working as a moderator, which is hopeful result for restaurant practitioner.
Because attractiveness of alternative is out of firm's control.

This study tries to get customer perception on the service recovery through
critical incident technic and structural equation modeling. But this is the
initial try to examine the moderating role of switching barriers in foodservice.
Especially switching cost factor 1s not fit tightly in restaurant context.

Developing variables just for foodservice is required to the future study.
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